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North Texas Relocation Professionals will soon launch an 
exciting and new web-site.  Our new web-site will feature 
many new benefits to our members.   

One of the most important benefits will be our electronic 
newsletter.  In past years, we have snail mailed hard copy 
newsletters to all of our members.  Currently, we e-mail 
PDF files of our newsletter which still presents problems 
for some members.  The new site will allow the actual 
newsletter content to be displayed in the e-mail and 
archived on the site.  No need to double click the 
attachment as the newsletter will already be displayed.  In 
addition, the savings we will enjoy by not snail mailing a 
hard copy will be reinvested in the new site. 

Other benefits include easier on-line registration for 
membership and meetings.  The current use of PayPal 
works well for some members, but not for everyone.  You 
should also expect to see an event calendar, as well as, 
social media updates on sites like Facebook and Linkedin. 

Sponsors will enjoy greater visibility with links direct to 
their sites.  And, as always, photos and photo slide shows 

from previous events will be available. 

There are numerous other benefits (too many to mention 
here), and we expect the site to evolve and grow with our 
organization.  I want to take a moment to thank you for 
“double clicking” the file attachment on your e-mail and 
reading this article.   Hopefully, you will not need to do this 
for our next news letter which will be published after our 
November 1st launch date. 

Our most recent events, our August 5th luncheon and our 
August 26th happy hour, were highly successful and very 
well attended.  I want to thank everyone who attended and 
especially those of you who took the time to complete our 
survey.  Your ideas and opinions are being used to help us 
determine the structure and content of future meetings.  
We very much value and appreciate your input. 

Mark Waller 

NTRP Meetings for 2010 
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A forum for education designed for professionals and the mobile workforce they represent and 
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Looking Through a “New Lens” to View the “New 
Normal”   by Vicki Heitman  

On August 5th, the North Texas Relocation Professionals 
met at the Omni for a luncheon meeting. This was a 
change from the traditional breakfast meeting, however it 
was well attended and offered 3 CRP credits.  The meet-
ing continued the 2010 theme of The Future is Not 
Canceled, Sustaining, Retaining and Growing with a 
focus on looking through a “new lens” to view the 
“new normal”.  The year 2009 created many challenges 
and changes within the relocation industry.  Companies 
are viewing their talent management strategies with a 
new lens.  Where we have been, where we are now and 
where we are going was the approach taken by a panel 
of top third party executives led by Lisa Milovanovic, 
Director of Global Relocation, PepsiCo, Inc. The panel 
was well represented by;  

Tim Callahan, COO, Graebel Relocation Services 
Worldwide 

Dennis O’Gara, President, Altair Global Reloca-
tion 

Susan Schneider, President, Plus Relocation Ser-
vices, Inc Vice President ERC  

Pam Dunleavy, Vice President of Business Devel-
opment-USA Crown Relocations.  

Each speaker interacted with each other and shared their 
insight to a number of questions that were submitted to 
the panel.  Some of the questions asked were; how 
changes to the financial industry have impacted busi-
ness, how is talent management impacting global mobil-
ity, how has the household goods sector been impacted, 
how are suppliers valued today, and how is the land-
scape changing going forward. 

Pam Donleavy opened by identifying that relocation 
companies have been required to find creative solutions 
in dealing with the financial impacts to business, from you 
get there.  Focus on the individual or department that is 
making the decisions on the client level, the control of 
service needs to be in strategic hands.  Susan also  

short sales to foreclosure sales as well as extended market-
ing time.  With the real estate values decreasing we are no 
longer dealing with better markets and higher values.  Cor-
porate clients are looking to the relocation third party compa-
nies as educators and creative thinkers.  Clients are asking 
for creative alternatives and best solutions under the most 
pressure.  Pam feels that client’s perspectives are changing. 
They are taking a pulse on what is business critical, some 
have dusted off their loss on sale policies and home sale 
incentives are on the rise. 

Dennis O’Gara offered that it will be interesting to determine 
how much of an impact the Homebuyer Tax Credit will have 
on the overall markets and relocation. He said that referral 
capture rates are still the key factor in increasing revenue.  
The 3 months prior to June, the Destination capture rate was 
greater than 100%. Non home owners were encouraged to 
buy due to historical low interest rates and low house prices. 
Because homes are taking much longer to sell, and clients 
are extending benefits beyond 12 months, Dennis also of-
fered some additional thoughts on clients looking to extend 
the repayment agreement time frames to 2 years or 3 years 
to allow for the home sale process to complete. Another al-
ternative would be to start the repayment timeframe once 
the home is sold.  

Tim Callahan  shared that there has been a change and 
shift in the business model due to the economy.  In previous 
years there was a 40-60% homeowner ratio to renter, lump 
sum or short  term assignment.  There is a shift and focus 
towards short term assignments and renter moves. There is 
also a shift to a more ala carte menu of services that are 
more appealing with an increase in Lump Sum moves. Com-
panies are looking for alternative revenue sources and are 
reviewing the supply chain model and changing the model if 
needed.  With increased relocation business, the mix of 
business is changing and this is a great opportunity to part-
ner with the supply chain to maximize benefits as well as 
become efficiency experts.  The corporate world is looking to 
do more with less therefore the industry may never be back 
as it was.  The Household goods industry has also dealt with 
fixed assets and a variable demand.  It has been difficult to 
forecast and plan for the summer spikes as they are occur-
ring earlier as in June for 2009 and 2010.   This industry is 
also looking for alternative revenue sources in small move 
alternatives and partnering with container moves or a do it 
your self type of supplier. 

Susan Schneider indicated that talent management is im-
pacting global mobility and must be on everyone’s radar. 
She recommends asking questions of the client as to where 
mobility fits within the company’s talent management struc-
ture.  Hiring practices and employee retention is a key com-
ponent in talent management, however the company can 
lose focus or disconnect with their program benefits and 
policies.  Clients in conjunction with the relocation provider 
must look at their policy to determine what the key compo-
nents are.  Large companies have talent management de-
partments that focus on their policy components, small com-
panies typically do not.  “You can not move people like pop-
corn anymore”, you must communicate to the client the best 
CONTINUED ON PAGE 5 
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Continued from page 2 

practice and how the relocation company, supplier can 
help you get there. Susan also shared that companies 
expect good customer service and a professional ap-
proach to customer service. Companies are more ana-
lytical, more metric driven. Relocation services provid-
ers should anticipate cost saving and value added ser-
vices for the client.  Companies must educate the client 
on the best dollars spent and analyze their policy to 
prepare for the changes in the market.  Another good 
idea would be to invite the client’s procurement individ-
ual or department in discussions over policy or policy 
reviews with the service provider.   

The entire panel agreed that there is a concern going 
forward on risk management and a duty of care in deal-
ing with security issues, country regulations, and codes 
of conduct. This has become a huge issue with pro-
curement departments pushing back to the supplier 
and provider to guarantee the secondary suppliers will 
comply with the same agreements or contracts.  Due 
to the complexities of this area, it is best to discuss at 
the time of the RFP and contract as to compliance and 
the ability to perform under guidelines and require-
ments.  The legal department must get involved as to 
discussions as this can become a real liability for com-

panies. 

In conclusion, Susan Schneider provided a perspec-
tive to ERC and changes on the horizon.  As the new 
CEO for ERC, Peggy Smith formally of Microsoft noted 
that corporate client interest in ERC participation was 
decreasing, therefore she adapted a new vision to visit-
ing cities across the US and asking questions of the 
corporate representatives that used to attend or are not 
attending at all why they were no longer participating in 
ERC.  Peggy was approaching this from the direction of 
“voice of the customer” to filter through the answers 
and determining the best plan of action.  Realizing 
there are conference cost challenges for corporate 
members that have never attended, ERC will sponsor 
the registration fee for the corporate member, and they 
would only have to cover their travel costs to the con-
ference.  ERC also recognizes that perhaps 2 confer-
ences per year is too hard.  They are looking at the 
investment of ERC and are you the member getting 
what you paid for as well as ways to determine how to 
best partner with regional organizations like NTRP. 

 

Karen Reid, EVP of WW ERC gave these interesting 
tidbits in a recent presentation: 

Years to reach 50 million users: 
· Radio (38), TV (13), Internet (4), iPod (3) 
· iPhone applications hit 1 billion in 9 months, Face-

book added over 200 million users in less 
than a year… 

Ashton Kutcher and Brittney Spears have more Twitter 
followers than the populations of Sweden, Switzerland, 
Israel, Ireland, Norway and Panama. 

� � � � � � �� � � � � � 	 � � �

Julie McLain – Corporate Profile 

Julie joined Essilor of America in April of this year as the 
Immigration and Global Mobility consultant. Essilor relocates 
both domestic and internal employees.  Prior to this position, 
Julie worked for EDS Relocation and Assignment Services 
for almost 20 years.  Her experience with EDS allowed her 
to see  relocation from various perspectives and roles, rang-
ing from consultant to relocation accounting.  Now, viewing 
relocation from the client’s perspective is a unique experi-
ence for Julie. She is  looking forward to guiding Essilor’s 
relocation and immigration programs in the years to come.�

Do you have news regarding yourself or another member?  
Have you changed jobs, gotten married, become a grandpar-
ent, or have anything else you would like to share? If so, please 
email lgrimes@altairglobal.com and  we will publish your news 
in our newsletter.   

Margie Dillon, CRP, GMS, PHR , has joined Nationstar Mort-
gage as National Account Manager, dedicated to Relocation 
and Corporate Services.  Margie comes to us from Xerox Cor-
poration after 21 years of service.  She held numerous posi-
tions during her time with Xerox, however over the last 10 years 
her focus has been in Human Resources and Relocation.  Her 
most recent position held was Global Mobility, Program Man-
ager. Margie is also very active in the relocation industry; she 
currently serves on the Board of the North Texas Relocation 
Professionals and the Worldwide Employee Relocation Coun-
sel Editorial Advisory Committee and remains very active in 
several regional WERC® affiliated groups.� � She is a licensed 
Real Estate agent in Texas. In her role with NSM, Margie will 
assume all client relations and communications and will work 
directly with our Sales and Operations teams to provide out-
standing service to both our Relocation partners and Transfer-
ees.   

Tina Swenson of Ebby Halliday REALTORS has earned her 
SGMS.  The brand new SGMS designation is awarded to those 
individuals who have a valid GMS designation; completed at 
least 10 Global Continuing Education credits from Worldwide 
ERC’S learning center; and have earned at least 10 Service 
Points through continual contribution of time and expertise to 
the mobility industry through Worldwide ERC activities.  Tina is 
also serving on the Foundation for Workforce Mobility Board of 
Trustees. 
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Thanks to our NTRP Sponsors 

NTRP’s Outreach Organizations 

AdoptaPlatoon Soldier Support Effort® founded in 1998 
is a volunteer based nonprofit 501C-3 organization 
dedicated to serving deployed United States Service 
Men and Women ensuring that they are not forgotten 
by a grateful Nation. AdoptaPlatoon strives to provide a 
better deployment quality of life by providing cards, let-
ters and care packages to lift the morale of Troops as 
they serve far from home and assist military families. 
AdoptaPlatoon provides on-going mail support, creates 
projects that meet the need of military requests, and 
establishes special projects for holidays to assist de-
ployed Troops representing all branches of the U.S. 
military serving our Nation around the world. �

Attitudes & Attire™ is a non-profit agency dedicated to pro-
moting personal growth for women seeking self-sufficiency. 
Our program provides the tools that raise self-esteem, pro-
mote ethics and build the confidence necessary to succeed in 
the workplace. 
 
There is a Workshop Dressings every Tuesday and Wednes-
day at 2:00 PM with Speaker opportunities from 12:30 - 1:30 
PM prior to the Dressings.  If interested in speaking or assist-
ing with the dressings, please contact attitudesandattire.org. 


